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QUESTION 1

Which one of the following activities are carried out during the "Where do we want to be?" step of the continual service
improvement (CSI) approach?

A. Implementing service and process improvements
B. Reviewing measurements and metrics

C. Creating a baseline

D. Defining measurable targets

Correct Answer: D

QUESTION 2

Service design emphasizes the importance of the "Four Ps". These "Four Ps" include Partners, People, Processes and
one other "P". Which of the following is the additional "P"?

A. Profit

B. Preparation
C. Products
D. Potential

Correct Answer: C

QUESTION 3

Which of the following options is a hierarchy that is used in knowledge management?
A. Wisdom - Information - Data - Knowledge

B. Data - Information - Knowledge - Wisdom

C. Knowledge - Wisdom - Information - Data

D. Information - Data - Knowledge - Wisdom

Correct Answer: B

QUESTION 4
Service transition contains detailed descriptions of which processes?

A. Change management, service asset and configuration management, release and deployment management
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B. Change management, capacity management event management, service request management
C. Service level management, service portfolio management, service asset and configuration management
D. Service asset and configuration management, release and deployment management, request fulfillment

Correct Answer: A

QUESTION 5

Which of the following should IT service continuity strategy be based on?
1.

Design of the service metrics
2.

Business continuity strategy

3.

Business impact analysis (BIA)
4,

Risk assessment

A. 1,2 and 4 only

B. 1, 2 and 3 only

C.2,3and 4 only

D. 1, 3 and 4 only

Correct Answer: C
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